Representative Documents Produced by Affinion, Vertrue and Webloyalty
and cited in Staff Report For Chairman Rockefeller

Part1

1. Email from Webloyalty employee to 1800Petmeds employee (Feb. 11, 2009)
(Webloyalty Doc. 88550).

2. Webloyalty presentation “Revenue Continuum” (Webloyalty Doc. 27485).
3. Internal Vertrue e-mail (Jun. 23, 2009) (Vertrue Doc. 188778-84)
4. Internal Webloyalty e-mail (Oct. 21, 2008) (Webloyalty Doc. 89166-67).

3 E-mail from Priceline call center employee to Affinion employee (June 17, 2009)
(Affinion Doc. AFSE 04-1653-60).
6. Internal Webloyalty E-mail from Senior Vice President for Business Development and

Account Management to Richard Fernandes, Chief Executive Officer of Webloyalty, and
other Webloyalty employees (Aug. 25, 2003) (Webloyalty Doc. 14019).

Internal 1-800-Flowers.com email (Nov. 7, 2007) (Affinion Doc. AFSC 5-3450-54).

E-mail from Webloyalty partner employee to Webloyalty employees (Feb. 6, 2008)
(Webloyalty Doc. 95894-95).
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TR, W
From: URE. \gus \EERamg @ riceline.com]

Sent: Wednesday, June 17, 2009 10:31 AM
To: SR, Ciient Customer Support
Subject: Great Fun Refund Requests

Attachments: Great Fun Tracker.xls

Please see the attached tracker with customer requests to cancel and refund all prior membership fees in full;
please send confirmation when completed and the total amount that was refunded to each customer. The
closed/completed escalations are highlighted in green.

Please accept my apologies for the sending the file late this week.

Thank you,

-
Operations Manager
Office

S
Cell MRS

priceline.com

7/22/2009

Confidential Treatment Requested AFSE-04-0001653



asﬁttggs
pﬂﬁge.u.miias%iiﬂnfe!_i.gﬁﬂssx
) Aynouw Uk $5)dm Ueoyase O] 5} patioda Ghey | ‘Ued ypen A g 1dane Bw ) )
U4 |Bumnou pyp kuedweo ey 'ons s uo Aige A o] paydege mogewos se dusmqural S| e ' : )
SeEiJ Auediuod o.1-00F, 1899120 8 RUot: pred 1pe A Bulisewd uasg sey uny 9| B0zke " "Uoluspeil - v i
3 nﬂisa Eiég_g_gaﬁkés iss_ : l“ 0803088 . |.

SO0 .  wgus -

0| 6B | sooens | eous | ‘ousvee poue Aueduo sy da poueos sen) oisooh o o oo e Buseund o i YT

AFSE-04-0001654

P ome EEE&EEE_E?EE&:E?E
Buwow sy saBe 61 pEagou | BUn ous 1wt 740 U 1o A B ) U859 0y

gﬁsEsﬂwEgigE!ﬂ!ﬂnE

T 1usim nak Wy ma0u peo WEIA 0uy 108 eyl sy iiﬁﬁ.u.ﬁsssipé
S5 Jeym eapy oul ARy | ‘SqUOW g)-1sed L) 1o} L9 POGE-06Z-008 :UoReADONl] WD
Egﬁfsﬁaﬁsis 3__5!8.:»:.55

y e — s

71013 l— 1) 510K 10} K
"8AREpaidde fioA 0q pnow | Waiosd S5 Ly ow dpy i__taessasa - .
o ' ggiigsfgiﬁ_&ﬁﬁﬁ ey umbueade]
R 1 T siéiiﬁhngﬁﬂiﬁyﬁ_gi&aﬁsaﬁ
TR e - [ouweBieyo pnow A eyl bap 0U pey | “weu) way JsK0 Geqas & X0o) | pue da paddad sp ) - v
6002018 88 | uny Ay o) Gifsqan B Wo0d SR) P10 JSUR LB U 1A LA o) i epaa ,__._5“_ s _ 62L0E61.

BupuanoB anod 10 sHErep Ui a1 suny eseaid 038" [UIBKICO [RULI0) 8 Bt O} sy
Eﬁgsgﬁgsﬁ%sﬁﬁisaﬁuﬁtg%

10N Q10 1 (uow Jsod psngg't | Bupled ungeaib jo Jaguan) @ sl o) LMoY S24 | 05 IR
Pl 0 19852 sem pue S poyIeasDl | 408qUSed B 186 pinod | jeu) eujeoud Aq pamwa ueyy sen

03N S JI0YE $3(8[0552 pUB SPUBY ) BusuEM 8] JUA
uele oajes ook asn i | 18] 1an0p | 10q Bupooq par) soj sugeopd pasn easy
| e Aag 52 paape s> abieped dyiaquiew ou ‘1 PIR0paI A v safiteyn ot Hes
, - | 1uayn e Aq semuogezuiefio ye i oo Ao K ana-0s e gaug ou s
- GYSIDQUILY SO [2:2485 DL 1500 LOJE7iUEBHO B1f U UOREILILIN0A 100 HIROUY : "
UoiPEsURA 6002 7 ey & Bujip un) 1eag) pages Auedajon weos-aieqas alwds of dsRqw m_.s.ooeaﬂ._ .
 ouysg 11§ v 10) n oBys Aausisanpeul o) preg e | e e of pogrusp e | ) GENNND | . (6ve9%s:

fzo Aw unyjeasl s sasyied Jpy) eAe pue 1sru) A Uayoiq pey euieod 1exs pRes B 6ENY)  B36EBY,
600ZLY . 17829 pai A gy ougopd pred pue yEREINIRD ) C0380yd UGRNSE) 04 B 0P| » : ___Lewuzsl

o] Syfis ssausing A
31 150d g pue euo Aima Bupuei aq ™ ayjaBo) s mof a8y pasu eidoed not™
uagdasappue pary Ay yays sy saopses 1ok asn oys sswosna pood o) ey opnok uey
ﬂﬁq.gtuﬁﬁﬁxenmﬁﬁ.ﬁgﬂﬁgg ITUM
QY SUNSIO Y QT ONV XNV AN G2LDVINOD ONV 0NV ST SUVILLY BNOA
ONY DA A8 GOMYHO 3801 OTEM"TIOZdNO HSNAOLANL NOA JVHD
841 O ON Pies Aoyoads pee. 210925 ey At bo mSIE Joj debeseany @ Bugisd
JegaiRs Op ougeoud (s mezwe ansau Aey) pes Koy axam fauyjeyn 868 of poged | U

s34 Ly JeasB 1oy 85 U0 98ey> B PUno) pUe AT 3P A 1040 Bupyooysusk 1 Kap s
: o) -uelie 20128 0K 88N 10U 0) i SSOUNG DP Pue MOwy § B A1sd osiApe [t puz reBe| 20LH0 ‘S ’ .
- 600z __esus e N0k o5 ssasu g | |eyraaiond Lim xts&nuisnsﬁ_isz! OYEYEZ6L

i

iﬁgﬁﬂigggzsﬁea;!_g
. 51 SIL "PUNJ) B.0) pA00UD J0U WS | 1BY) PO} SNy ST | 0Ll BOREFOUED B LRAE
pu2 Loge[aced Pasanbal arey | guorssuisad fau1 o dysraquiaw soj dn sydoad ubs

nOA 01 “INGqE e 51 SI] Teh TN W0 Mouy 0) oy pro pu Buly) 1NS 0U pip | “dysragua| _

. . Joydn pauBis | 50022 Arenqa vo sugeoydyBoany yaxon aupe A Bugle Aq 1ea| £0010 ‘T . .

. _e5ees s&k:ai.iﬁ!».!&maﬁ! iavazsauﬂ!ge_ BzozeL

L T T e N | wapiias | Aqinwon ORI/ )

Confidential Treatment Requested



B T isis Lo dstepdmns oo mooveusopd oy 1 s Biymp osuog N ¢ _TIEIR%5. -

AFSE-04-0001655

Lpauaddey s Moy ow o) uedss
giﬁgrﬁesgaﬁasiu_ﬁas.g
E_sggigﬁaz!aiiwﬁgag _
.| 1oedh s ey puersiapun | Bujaolid wos oy @ pBnoq | usyw pajeiu] sem dysiaquiow,

- B Jey) pUR SYILOW O} J3A0 30) Areding weds eadde ey woy peBieys vang ek |
rBEE_giﬁuags%asa?Eﬁ_h?ﬁm "
S AQ papenid B0[AISS &) U} SUIPYLIOD §0 10§ B By | TGN B4 304D SUESS 1)

6L ez | opreass iﬁ!isg?ﬁ_ 5§§g

S5 941 NOUI SI13QUAW Aed pap o jues o9 0 vogeuuog|
05 P2 A9 19U PAIDAOCHID | 'IBASal oy udd '65°L 1 o yumous ey a dveduco el -
way efirvip piea 1pa pazueyyIeIn Ue puncy | pue Junooe yueq Au parasip | Kepo) ;
Ku 10 99q 047 0301 1§ nd Ur2B8 @000 | 1 esam Jmok way wogeuwnyuf Aw uspoB pey Ke|
uopdsns Buifeu e pey | 3 Buisn oyl papparys fpduod | pred dypeaguisn und jeasg &
"B B4 “PONDORY | LDy AU [ 1 190G Uago6u0j 10 e | Uogesop e vy Suyoa]
.| o opsgam o yay Amepawy | ‘s Bupos vod W ik dpsquions & 2o d UBE o)
P52 SEM | B2 WO BpSUreaid oL 0) PRI S PUB IO 1) 5013 0 YU§ 41 U0 Padg| ©
| "Kemetmyrou ~xoqui pewa A v s 4o joasd Liejal 135 supsd Bugaye mof Jo pauounyl
"] eseyund A b0 %08 4520 %0} WIER NGO | ES 1A RsasespoApE DUPTIRU SN Aty
T giﬁ%.i&%ls?ﬁéﬁhﬁﬁﬁ ,.< . A
J A0 "PUnGIE 1R SH). Wwogaid ey Asaopaid sowisas inaf pasn aaey | 00| 16251 'd 'Whnosd) : :
BLIE __Bo0RiLg . 85Es 8.10) 1 "UBABH M3 G002 'y KE3i U0 @zsqam ok yfnon) 140 eupre ue pasiyomd | lﬂg _ T4016661.

m!si s»uia?a!aﬁ_iuispign%i B pue

pos GO o00ME - .| . eEus g!_gﬁnieigﬁgzﬂg BuogeAssR Bupew sem ) 1

“Papan olimp ungiID v B pnov. |
ﬁg_ﬁsgsﬁsaﬁ_gg
- [uteond oo | D poureas sow | usesBaud, B 30ied 0] Udo §1 €040 SRy LRy ke

; < NG RGN0 Ay
_iiéaaﬁﬁaisggvﬂaﬂsiig
Aus wrotg 8as6 0oy, Tjrarndoodp Aiaa sf wesbcd siy) “ogeAsyBal K0 pigy BARY Jasu PO | .
"o o1 aliretp jo pup Aue q pynom essu, wany | e fas wat) 0aRS 134 1nq pefuns pue ._...S.sw.l

ISZOLSENE .

Confidential Treatment Requested



. ). stess

e . T e X N T = LI
s bty Ledag WL G e L] savsngRudeay o e (shoopini

igsﬁnen.}eosj

Tt 00umof jears o eugaoyd Bujsn e wayj |-
o 15 sabiego 2 *~wopue je 667,48 euw buiueyd

20} oy Aueduioo Jupinprey) S O] WA Lage) BBy 00

| evkma g mqueny s iy fx

iz |

66'H8

o| PRSI 0K o) L0 SAIS G 00014 ® BARY A0 | Buopsuco \ueusiaucoy) Aok sy siyl|
| sfen £ 20 pepenygs 5 ouve pus ‘Bueyoay A jo 100 1By ey sem Aeuow
B 5] 5141 BOWS saquind pue Yy wavy papsod ugeopd iy} o pawuopy Aey
PR30 | vogezyoigng Aue Mol ung Yeals) 911 44 6611 paiiewp sewues (ngap) pesd

) PEINGOP): 07009 U ‘Myexmd | |

b | souiseises

- WK

VORS00 € 00 [V SR 1913 Mouy 01 ok pajuein saf | 4
Asan pausdidey s 1920 89| "N\ 1VEYHO Payed vogezvefio up
Uy pajonia mayfouios s | 070 o) Buséynod Jo ssoooid oy o] v

— i

. Q0ma jou sei ) supsapd yboow Sy2y99 paseuand | e S wa) ¥

L6988 .

PO 10U SEM SO _

ar&u.n_ii&%ssn Eﬁafﬂulgﬁi_ ipip)] "N "vossapt

* BALEVIOLIES

10119096865

a:i.&; e &

152018

pazyogneun ue o 11 22 pud #23 spy 400) 8 12y} RS

. EHGZLOPLES

AT

1032055185

AFSE-04-0001656

T e e mm b m ———

Confidential Treatment Requested



ar ot Bsﬁsszgzz_}__ﬁégagi!!&aeﬂu z__.a.g._

500 uy 408 ok ey “ouseny U6 pLp | Bungeiuos oy seay pres Ao Y o gy

o | 108 hpip Kueaa | 0y 10y 0 WA A w0 o e Sxg Moy ot U DBy | {600 -
R s&isz.geuﬂaggxgiﬁﬁ.g -

chi g © . izssacsﬂ,,»u&;ufﬁguSE::__ N

ST o g vogios .e.iﬁié.ﬁz
Eﬂn%?:ﬁﬁzaéizix_ssigs

| ewouromunn svosuwds sene: ) sz 10N 0160y boaes € paetp e
- ...Szfugéioagiagsiggas!u :

Lo wpspebansig wokweyd gl 1 - o

__0BTybeessEL

) o 2zmeone

B6EL

Fu pasnge Auedusda Jnoj, i 10de Burgiue op o) swaes euo ou g "o S edwe

) are aat ) *Aunedise sn04 1P BUUBLNN0 UOWWO) B 09 Of Swsas SR(L TusBaL i eates

10108016685

= IDIZEI006S

i "
. ' =) 0E Py - ¥ gy i1
r} = whe . ¥
I ' s ' “ N
L - e & E s e
3 . ; i

B002/ZENS

posoo | wooemim | eooeeve | . esez U005y aaggﬁiﬁiﬁiﬁgg_

ok

“sias Bugspyd
. igligﬁiﬁsgﬁgggg ajo Liasa o)

: gs?;igﬁiuag,&igasaﬁ eRiigny
PeRi) | eiEg | - s00uEMS us . ha.izﬁig.@%gg{.ﬁaﬁsﬁiii_.
- : e = ; saogoexd aqdaoap uj ejedped op
. " | Ve Soizs 33400 5 A | U0 MOU 0 10 ‘B 100k a1 ey [eioAs 1Bnog oAy |

. - wbumquaaqaeyfay
: ‘., ek 15 JO K Wwosy VoRIesuR ouRopd  Souls JaA9 ‘Auareddy ~uwwing 58 of yoeq Bugep
PRS0 | eis - BODZIOZS L5L0IS Egﬂrfggsbgiiagﬂtg .
paiionaun sy fure e 0 | UdReURKdXD B axide prom pue ok ko B e |
: 0K §ueq) "dVSY SsjApe esead LEawps sy J0oge aw g ok uea T
s | ez | e shis.

1040515E229 .

o0 -

e

n

B e LT ——

AFSE-04-0001657

Confidential Treatment Requested



' GORRME

R .. .5. :

| -oozie | -

+ v [ Ay mou pus Lo Buyol f ey oty o) went | uncone exus BB pus e s oy ;
v [Poucn sty Bupis pus oupopd rag sy y90q Aok uekpn srdoed wos uogeno ot Bupye 10y
Cevie g < Auedwen sag yioge sieduios jo safed punoy | Aveduio €4 dn pajooy | sy WL 1ERD! ‘en Wy

4| NoX Wy 04 oy unoco s o o o Yy Oy ko pio |

. dugebe ok Aag BupoDQ 90 u 4 | Uaddey of Buod 5}

A DU Y0450 U083 4y 54| " oy uog) ) 1z oy

3

60022110 *

= i
WX '

i IS 1 1)
R (R

o i 8L .

.| i saey waw sdnbnok e of paud | ‘sieson A pesexpind |y Bupius 10f daubs 53w plng|
= "I PUGISS 8410 O iz e 09 41000 1R 941430 M AaKp HOD'INIZON Pasn) -
" | 1 pres Aee pu sy eumo. Aul pafed o) jundaoe A s | e pres sy paquiy

L 1000 o G A s oYy ) SR WPOIDS
L0 3I110A 010 AHM 117 0570 pogiue L suogenuo)u Aue 0Jeys sensu ok ey wawaaie *
61jj 0 peaa | (3579 Apog/up yw suoneulo) A oreqs 1Y0p eseetd "HOLVMEA0 TN

K 5Katg pip ew] s pu o) pages | oo Ao Wnoaog Auw poiey> o) p
g&ﬁgﬁgiiiisﬁfﬁ_

600z fo 1

Sl

Wisl

44 By N1, 611 850 0 aruguoo Jou 0p ok s edoy puz ey o4 uj sy eS|
SUU02 03 00 PICAL] JAING pue 1eg 201 paaifie fonad | e Aseduwed siau) tign Ay

do Bupubis oy ou parwweds 1sef Agenjoa Ko o eys 7ok o pied & Aoy oué ‘s
Eguﬁ_:ﬁgﬁﬁﬁﬁsgégisﬁg_

B00zzhe

H&w_xeggwﬂae

. ]
2t 4, o | '.. .
TR E
» ‘n v

B | oizsiooies

. | . oz M

L ounokdogsyueuy o) paRuSe s | RA ‘sugod Busn e g
| puis (0w pyos Aoy, unyywess, 5111 e jou oF nok ey w i) Asavoy nak ue pes .

JQI0BL8L969 .

6

g . dndvesd oLy vojeuoy s nokp e o g ||

E0INR

- 96l -

. | aneS o mak sem 1 Aoty | 0p #of S O #5ME32] St Auetn O LAREIRRAD s GAY |
Ry

T . pouIE2S 198 104 op ofdoed

it oywuw o) sf 1 ot Lo ey e 1s0d vans Ageqoid gy | 'S a0k o8 )sop Aax o8 yBoosy
05 0 pexg ose | et K pure spuauy s e el e | ueBe oy ok esn s v sngege] - -
Eﬁiiiéii_figﬁi.qg

IR fu s ouous B3Uals e ARy Aoy s tng eusd 1L 0 UogehOM A anel] s

’ : firuogendas snok Bupsu sy eshemag
(12219 9711 wos Burdap ok psabis ppoi | “auraopalof e sy pue fsansue oo pasaf
I"ENSHey 8 Joy Bupies 5; sy “Avedizos e 52 umopd 1) levorssajaidun pue ‘ejun of s eyl

- L 2t e9p| o0 BABY pue ‘poweos U3aq BaRy

O eydoad saio jo swaya jo suoginis puy o) 'Aiieduen e1) 100 Y3345 03 0ogek 066 1 erg
; 1Sy s SR 1 sepuouts ¢ Jsed v soj Juncooe Ao juem oy ¥
gﬁfgsfiigﬁﬁuigﬁsgg

sfnb G, “sguous og 1 oj Guyfed uaaq easy pie ‘sind ok 460X 1oy 2o pavooq ruo mou| Zgoey Ho 'mepsERg | . .
1y S0 A 4000 J0] S J21A0UR 857 | 84S 70} LK L 0k O Ve | l_“

10D tw duoyd s 140106 per | ‘no soureq und 129 11 fish weos nok pue Yusdue)  gn AN ‘SaBap

S U1 'S SIY1 U150 SS91SO1S0 0A ST O [FRPON LSS S M0y U sl 005 e ||

.Esﬁ.

sslzizaize

ISBLIMG _

-k A

E002/TES

B zisoivicen

—

AFSE-04-0001658

T e T e e i o e

Confidential Treatment Requested



pies Aoy pus und 1o 6711 Pesed | “s1yBay sopvaxd A e J0j15ed o) vy woeuzopd

" | ey se Sunvoddon foan sy sy, e ou sypoen ppa uesneseq ueBe sy
eseyand o) woxoveopd Buren oq saBuoy ou | UoKELOMU] SY) Ul ArRNG ST 'sn NI "suisp pod

Jgeg oyl Bupoeues pue sng fq jasdn A=a we | uny jeasp @)L pages Aueduco e
pofiega pue of venG sem i piea kpan Al wooaugeopd b st Bussend siye

‘84 Yy no Buyoeion eq i e SEaLISN] JaReq oy |
“Aved pup & o) vopewuop) A oa of Aejo se 112y euodue
sgiatﬁ%ai_ “ssaippe A i Buoge uoewwopy pued jpan A way) eazl
sueds

WOV S

FAUNSU0] J0 8O 04§ Auedwoo pred ipan A ‘Ausedwon by LB BAzy |
PajuKIN ‘paadenin 10 110S S1Y) 0 SHGISND Jak) 199308 0) Uy eqrsuodses wow
PINOUS SUIRdYiG "BGpaMOnY 20 130000 A Inoyh J2aK @ 18A0 10} Bl pajgq Sey Aveduo
“ung Yeasg jo wapoxd snad Buiprefios nof o] ebessew ¢ puas | op

018y

20I0PEFEYOL

89192861240

nok ey L ‘Buriaddey Sem Jeyn meda 01 page) jay)
furedwoo suious o) uojewwsop) Ues 1pasa Aw papuey eusedpd AR ) noqe mouy

1901 [ P 19 4nof WoJ) Feus-a A eaouias eseajd usi) Jewojsnd © se el daaq o) Aed
04 2Ly 00} & JBY) B2 40 198 Abd © ey PO | UBY) JHOISR) @ 52384 01l aA) 0) 6300
ol "69j fetg eBioya 0) pasn sew eugsopd oju 1nd | 1ey) UORRLLGILY PIED PN B DSNRI
PABPRP [99] | 10 ‘Youd Buy o) U paueidaa g 5Bk 1| QIS W SUSLIE)S weq Au g
sea ofireya ot paofou | enuer Ag ‘paomya sa) Aubow B Sem 2rety Bupwony tou ySnony
e | "sonuasu) jeaid pasiwoxd yeu uonowad 2 pey A3 SIaUM BlISGIM N JEaLD, 20]
323;_.!5?3:8:3 2 g 1581 euzeopd ySaang woo) jetoH B paseyind |

002288

nof UL “Salieil s o ea 1esesB Aeulole BIEss By) Yeln | Biojaq dese o 1)),

"o} oseadogsatieun un oovbis s cran Apuesndde pasogs uanq ey Sep Ay euw o)

si!ﬁ:ﬁgﬁigig!ﬁgﬁiis

0 | 600N

LA

T | oo s o o B0 ou pip AUEEA pue paisenbal 3By

| oo 1o des oy peapa K B sk sy 1008 Ak o

HAOH [PUS $11 90y g1sUdse) Bugeopid Py | ABuot Au ponyes ot s g vonereoues|
A pandecoe sey und jeaig) Jadoad useis Ly §5a01Snq Ul paTeiooss A ok e~ p

% ec paiep pue unacom iz pus B b o e v

.saaﬂ_

20382y Buisn Joy ,fiikal, s .z?_!aiﬁﬂufaasaﬁssag F
- | o1 Awoune ou eey ndy Lspuos | of vogieuiio) A uanD ok erey seueduos sauo Ausiy

0 | RN

S

S00z1R -

WL, -

xﬁaiﬁﬁ.a‘g%aﬁiu?isgg%%

- pue sayanas Eﬂ_ggﬂgfsisﬂiﬁzﬁaﬁ T
T | Bupeyreuws Ayed pau) anok Wy o8y pezyOQRN 19D Ao @ S I 1) Boese s .

20 SR P00 BUGALE BAM WUIE FEWS € IAS Sem S UN10208 YUeq 41 U0 66°)) pafliap sem |

%) [ WG L .

. Jalious pey o gt I proj dia yueq o Asp suwss ey | SuNDa0s May 5&3_!!.2

S 0900895111

B00ZLLS

B00%LLID

wsv._...—a

il | zousecsies

' zhistoneenn

RN N1

Confidential Treatment Requested

AFSE-04-0001659




“papueytapun pue
SISALL “woatn 12219 f31eyie 1nok o) OJRTOUIE Mot LOTRUNO] Aea ipaz

O] U3 B} PuB W00 wgealg 0) J0qUI ea ko Al papiAcid SugEally WeauAEs!
GlEgg/e 004 A4 peaysiul sea pu ougeoud yinang LoeAssa) Jeo (Al ®

!Egsizgiigégﬂﬂigl E_M 1oLig)
P400q

5

S3jAS nok Jspsuod ok Jou Ju 0 MON e a4 Uyt B j0 spopsd Bugy soj

| "wes sup 0 3858!!.'282!3.._ ‘dn sdod yeym eas “ung jeaug) by aifoog

18209 DL 841, 0} paeuod Bursg Aq ssausng 1ok Bugsnes ase skn nok moiny nok 1 0y

ase ayey) Buisq oo 1weayBis A 590D 03 pue Jeak 8 s -2 1563 16 A | pes e &nd
MOAHOU S9fes 1 10w Buzsif o by 1 8512939 teas ey oy Kouows 1o 530 198 ok edoy

TR pue Buam Ay 5311
“esnol 8q 03 200 AQ o) A watp S4B 2408 nok Moy oy Jop | su0wd 30k o pay
pﬁauﬁgﬁzigas%aﬁfﬂggsi
| 8U0LU2 By 7805304193 100K esn 32800y 0 | Bidoad A 05 PIUNLIROS BABY NB, U0 i el

P —
"z

B0 0) SEugRw-a Jeyury pue paisd juncsos Aw e | ‘ung jeay

O Py Aueducs B0y 65°148 J0 19 Bupunocoas # 0] dn BuiBls o) parsw se | ‘sseyaund
uﬁ_iﬁﬁ.gﬂﬁi,ﬁiﬁlzsggn._é

DI OBES SN ‘M

soouLm

GoowLLs :

souLils |

Confidential Treatment Requested

AFSE-04-0001660




DOCUMENT
#6



From: ..lllllllll
_Is_enl: Monday, August 25, 2003 8:00 PM

o * Fernandes, Rick; Sl INNNND
Subject: inpmfromsalesteamreoonsomﬁvatasﬂng-youasked_.
Importanece: High

What clients tell us...

1. Pre-bill notification is buried in pre-bill email. Make it more
upfront.

2. Special Reward is perceived as misleading. It's not a reward its an
cbligation. Test special offer.

4. The segue "Congratulations, Thank you for your purchase” is
misleading. Sounds like its a thank you from client and its not, its an
offer from WL.

5. Continue button is misleading - customer does not have to continue.
6. Yes button is misleading, should say enroll, sign up, etc.

7. Language about data pass is buried. Customers are unaware their data
is being passed.

8. Trial and price point is buried - its clear vou get 30 days free, but

not clear you'll be automatically renewed if you dont cancel. And then
the fee is buried too.

That is all.

dhdkhkkkdbr b i bbbkttt tend

gior Vice President,

Business Development & Account Management
webloyalty.com

1793 Union Street, 2nd Floor

San Francisco, CA 94123

www.reservationrewards.com : www.travelvaluesplus.com :
www.buyerassurance.com : www.pcprotectionplus.com :

"We create subscription services that generate incremental revenue
streams to complement your current ecommerce strategy."®
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From: L i
?ent: * Thursday, November 08, 2007 2:10 PM
o: L s b e e g .
Cec: ™ ; i v,
Subject:- RE: LiveWell - suggested bar]ner creatives for 18F |

Why can't anyone 1eave well enough alone??? Tell the to stick to eelling flowers.and'
popcorn and leave the marketlng to-us*:) . - -

serxdusly, what is the motivatlon beh;nd this? Do they have customer nolse 1ssueS'or are

they just antlcipatzng° Because.I agree they are all’ horrzble Is this a have to test? :
have to roll to? or what do we think? ! :

----- Original Message-----

From:

Sent-: Thursday, November os, 2007 2: 07 PM
To:

Ces 5
Subjeet FW: LiveWell - suggested benner creatxves for lBF

Friends,

See attached. Interested in quantlfication on the impact of changzng .our banners in line
with the suggestion here. I know they are all horrible. °

= 3 "
8 .
¥ . . -
- a ' . *

Affinion Internet Group, c s
Phone: .

Fax:

E-mail: —aaff:.n:.ongroup com
----- Or:.gmal Message-----_ ' .

From: NENEENER [(nailto @1800flowers.com] : . Yt
Sent: Thursday, November 08, 2007 1:14 PM ,

To: m

Ce: N ’

Subject: FW: leeWell - suggested banner creatlves for 18F

"Por our discussicn béeed on 18F web marketing team feedback. Thanks, JE? i ) .
1-800- Flowers. com, Inc.

7021 Wolftown-Hood Road .
Madison, VA 22727

Tel. “
Emall m

From:
Sent Wednesday, November 07 2007 5:37 PM
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"To:
Ce: ' Co _ .
Subject: RE: LiveWell - ‘ ' A

The attached presenta six options..

----- Orzginal Message-*--- x
From: . >
?e::l_t:: e sday, Ncnremher 07, 2007 5:32 PM .
O:
Ce:
-rSubJect Re: leeWell

W, please send - and I the 3 opt:.ons°

e AR e

e ol 3
* Sent: Wed Nov 07 17: 29 23 2007 .
Subject: RE: leeWell

I' suggest’ that we 'price out different options rather than presénting a single optron-‘

From: .
@?ﬁ: Wednesday, November 07, 2007 5:26 BM
e

Subject: Re: LiveWell

Tha.nks'-" ' Tt

' ’ see below and share with * at affinion for thoughts on hc:w to :.mprove and better
- clar:.fy ta customers .

p™

R e

Sent from ‘my BlackBerry Wireless Device

g ' vy e N

————— Original Mesgage S

From: ‘S .
e

Cc: Qe

Sent: Wed Nov 07 17:22:58 2007
Subject: RE: LiveWell

More comments from just this past month. Other than shipping prices,. this is by fax the
most vocal I have seen customers in BizRate. :{ .

You offer a 20 dollar cash back on this purchase by subscribing to somathlng and then
having to call a toll free number to cancel however you dont provide this toll free number
to call and cancel the service. I find this fraudulent. To avoid an $11.99 membership that’

I wouldn't know how to get rid of I'm not even bothering getting my 20 dolIar cash back.
L 4

great experience cverall My ONLY complaint is that I hate it when a company offers a-
cash back incentive and when you pursue it you must buy or try another product or service..-
Left a bad taste in my mouth. Please don't do that any more!

Drop the sleazy cash back scam. It's an immediate turn-off and will likely preclude me
* from deoing business on this site again in the near future.

1224
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-

I was disappointed with the $20 cash back offer being -contingent on enrollment in'a
;. program in which you would provide my personal information to a 3rd party. Now that I am
aware of that possibility it is unlikely that 'I will.do business with.1-0800-flowers
- again. I have been a satisfied customer until this time. . .

... Please do not offer cash back - when you have to purchase something in the endl!!t!
' Sh@pp%ng;pricgs way too high ard at the ‘end of the process to complete order there was a
' ‘'click 'here to claim your $15.00 cash back&quot;. When I clicked it was a promo for some

3;@ party product to try for 30 days and had an $20.00 claim your cash - guite
discouraging when one thought it as a bona fide 1800 flowers offer - deceiving!li!i .

From:
Sent:
To:
CC : . :
Subject: LiveWell ' .

Wednesday, November 07, 2007 5:06 BM

vy

I hate to be the bearer of bad news, but from a customer experience perspective; I'am-very
troubled by samething I'm seeing very loud and clear in BizRate reports recently. These .
are’ some actual comments from customers just from the last three weeks. As you know, * foxr
every one who complains vociferously, there are dozens, even hundreds that do not.

I'know that our relationship with Affinion is a huge 'boost to our revenue; on the other
band, I am gravely concermed thdt for every dollar we get from LiveWell, we may be trading
off many more dollars in angry and lost customers. As you know, the cost to acquire a lost
customer is many, wany times more than the cost to get a new one.’ <

I wouldn't suégest mothballing, the program,'especially since it is so lucrative. On the -
cther hand, can-we at least make the "Cash Back" text a lot more clear that they can get
$15 back IF they sign up for LiveWell?

The text that is there now, which customers finé,misleading, is:

Your purchase is complete.
Click here to claim $15.00 Cash Back on this purchase!

We could deflect much of the poor customer experience by simply changing it to something
like: = o

.

Youxr purchase is complete. noot 2 ;

Click here to join the LiveWell savings program, and get $15.00 Cash Back on this
puxrchase! o

.If we don't take steps to rectify this, I fear it will continue to have a huge negative
impact on the customer experience--we have enough other issues with the customer
experience to fix, and I am 'loocking for ways to stop the bleeding. So I need to raise a
major red flag here. : z . :
cc:ing Joan to see if she is hearing anything from the 'ecall center.

What arxe our options to fix this? ' . ; _ P .
Thanks,

>> I DO NOT APPRECIATE THE TRAP ON YOUR 1 800 FLOWERS. GET 15.00 OF YOUR
R .

Confidential Treatment Requested AFSE-05-003452



>>

>

>>

>>

55
a2
>>
>>
>>
>
-
- -
>
>
>5
2>
>
>

>>
>>
>>
. P>
>>
2>
=2

. >

-

>>
. 55
>>
T s>
>>

22 -

5>
>
55
>>
>>
s>

=>
]
=>

. o235,

>>

PURCHASE. ==---=- LIVEWELL NET.. PUSH A BUTTON AND YDUR ARE ENROLLED
AND AUTOMATICLY CHARGED A MO. FEE. GEE TEANKS FOR THE TROUBLE THIS
HAS CAUSED ME. I WILL NEVER ORDER FROM 1 800 FLOWERS AGAIN MRS.
CERIO

I registered for the szewell program without realizing that I was
goihg to be charged §12/month for a service that I don't want. T
called them to cancel and they told me I couldn't cancel it seeing as
though I hadn't registered for 48 hours. I should not have to on
multiple occasions call to refuse a service I don't want and I think
it's a detriment to 1800FLOWERS and their business practices being
that 1800FLOWERS is a reputable source for inexpensive giftg that
they be associated with a scam like this. If I am charged a single’
cent for amy services that I thought was a complimentary service only
to find out that it has to be called and cancelled especially when I
attempted to do just that and was refused I will NEVER shop with '
1800FLOWERS again. I will also tell my wife who is responsible for
shipping flowers with her company (abcut 35 times a year) and uses
1800FLOWERS exclusively to stop using the service as well. I am not
happy with the scamming that's happened. Scott Davis

-

Just like the previous order I was offered a chance to save
additional money by signing up for LiveWell. I never received any
rebate from LiveWell and had a difficult time cancelling LiveWell. I
have reported LiveWell to my state's attorney general and am
considering reporting  1-800-flowers.con also.-due to their association
with LiveWell. To say that I'm diaappointed and upset would be an .

-underestimate

I did not like the intrapment technic below Your purchase is
compléte. Click here to claim $15.00 Cash Back on this purchasel' &
Thank you for completing "your survey. As a-Special Thank You the
first year of up to 4 magazines is already paid for. Choose from your

‘favorite interests including Sports Entertainment Beauty and more all

with the benefits of automatic renewal. This $100.00 value is yours
for completing this review. Plus you'll have a chance to enter our
Daily Cash Giveaway to win up.to $25 today! Click 'submit' below to
enter now and claim your selections. Thank you for shopping at
1-800-Flowers.com we look forward to your return visits! This led me
to sign up for something I-did not want and now I have to go through
the process of of cancellzng If I get push back on cancelling the
www.LiveWell .net services I will never do business with .
1-800~-Flowers.com again

I was given a $15.00 gift certificate that I expected toe be taken.off
wy bill with this purchase. I don' want to receive anything from
Livewell. They continue to charge you until you go to grea lenghts to
inform them that you want to .cancel. So¢o.what happens to my'gift
certificate if I don't sign up for Livewell. What a rip-off. I'd like

5> my $15.00s to be taken of my'bill pericd.

>>
>>
2>
=2
>>
->

I am furious!!!!! with 1800flowers.com. They Baéically.tricked me

with the $20.00 cash back advertising that signed me up with the LIVE
WELL company who has access to my persomal information including my
credit card. When I called.them they gave me the LIVEWELL company
1-800 number which was closed. This seems to be almost a FRAUD they
are doing and 1-800-FLOWERS HAS LOST ME AS A CLIENT
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>>'I couldn't complete the e-mail gift form.Alsor thought the refund for
>> the Livewell ad was immediate. I signed up & was very disappointed to

>> see it wasn't.That's the only reason I signed up.

>> I believe the process was confortable for me to make the choice for’
>> the ‘gift I'selected. It was a little too long to complete the

s> purchases and'I was somewhat misled when at the end I taught I was
>> being offered a coupon for $20dollars instead it seems. I joined

>> &guot;liveWell&quot; sight. Now I have to call to cancel this and it
>> is upsetting me. I just wanted to order the gifts from you.What is
>»'this all about anyway? L

This e-mail, including attachmenfs, may include confidential and/or proprietary -
Ainformation, and may be used only by the person or entity to which.it is addressed. If the
reader of this e-mail is not the intended recipient or his or her authorized agent, the
reader is hereby notified that any dissemination, distribution or copying of this e-mail
. is prohibited. If you have received this e-mail in error, please notify the sender by *
- replying to this message and delete this e-mail immediately.
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From: _ (RN ¢ vobloyalty . com]
Sent: Wednesday, February 06, 2008 3:06 PM
To: (IS RN

Subject: FW: D

G-

Reason I wanted ‘ there on this one, let's be sure this trip isn't treated lightly
=)

I am booked for Feb 26 and 27.

I have 2 meeting with GHNESEE® on SP2AM issue on 20th- going to need a good amount of
ammo, not just pens and free tickets— ;)

thx

From: G NENEED (r-ilto:
Sent: Wednesday, February 06, 2008 2:49 PM
To:

subject : NN

i SR,

This morning our management team had an extensive conversation about the Webloyalty
program. We're all still very concerned about the negative impact we are experiencing to
our reputation online. And, we continue to get enough angry callers that our call center
manager, Jilly has to personally field about 3 of the angriest callers a week. (we
estimate that if P is getting 3 our call center is getting 15 and your team is
probably getting 75 or more per week)

In addition, Webloyalty has been unwilling to share with us any data that would help us
to understand how our customers are using the program

= or whether they are. This makes it confoundedly difficult to have internal discussions
about the program, it's benefits and shortfalls.

We have decided to do a few things in an effort to reduce some of the negative effects:

}s We would like to keep the large "No Thanks" button that you

CONFIDENTIAL WL-00095894



have been testing for us. We think it's significant that 6% of the would-be subscribers
choose not to enroll simply becauvse we've made this option clearer.

2% We're going to begin surveying our customers to learn more

about what they think of the offer in the first place, why they sign up for the service,
what benefits they receive from it, and whether they have experienced any negative
consequences to signing up - or cancelling.

3 After a few months of surveying we are going to meet again as a
team to decide the next steps.

Finally, ‘ believes something has changed in the way your call center handles
cancellations/refunds. She said customers are complaining more that they couldn't get a
refund unless someone from (JP scecifically requests it. In the past our
customers would get a refund if they called and requested it. Now, &R Says customers
are telling her that your reps are saying they can't get a refund, and then .—‘has to
intervene on their behalf. Can you please comment on this?

To be quite candid, @lllll}: we don't have a clue how our customers feel about this
program. Maybe 99% of them love it and 1% complain. Maybe 99% hate it but only 1%
complain. Our hope is that these steps will improve the program reception without
dramatically hindering intentional sign-ups.

Sincerely,

~—~bcc @B

CONFIDENTIAL WL-00095895



